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Key Goal: Elated Customers
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DRS focuses on five Key Goals, one of which is elating our customers. Our customers
are the people enrolled in, or receiving benefits from, a DRS-administered plan. We
serve them in partnership with employers and other stakeholders.

At DRS we don’t just want to meet our customers’ expectations, we want to exceed

them.
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Customers’ Expectations

The Three R’s of DRS Customer Satisfaction: Respectful, Responsive, and Right

When interacting with DRS, you can expect

To be treated RESPECTFULLY. You can expect
A. To be treated as a valued customer by a patient and caring person, who is happy to help you.
B. To be carefully guided through the retirement process.
C. To be informed of the issues that impact your retirement in a way that is easy to understand.

To receive RESPONSIVE service. You can expect

A. To have quick access to people who can help you.

B. To receive timely responses to your requests.

C. To be kept informed of the status of your requests.

D. To speak with people who anticipate your needs and offer you solutions.
E. To be provided with easy-to-use forms and tools that can be found online.

Information to be RIGHT. You can expect

A. To receive accurate information from a knowledgeable, professional person.
B. To be paid correctly and on time.
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Interviewing Recent Retirees

Each month, Leaders at DRS contact a recent retiree to collect their feedback about our
processes. The contact is an interview, not a survey.

We ask open-ended questions to get at the stories behind how we did, or did not, meet their
expectations. We hope to learn where we can improve.

Since March 2013, we’ve completed 2,287 interviews.
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Measuring Satisfaction
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Customer Feedback

Top Ten Topics: Opportunities — Last 12 Months
Based on the number of times customers mentioned
an opportunity related to each topic
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We use customer feedback to prioritize
improvements. A team representing
business areas and technology resources
reviews potential enhancements and
looks at which key goals, like Elated MAGIC STRATEGIC
Customers, the idea will touch, and to

what degree. Improvements are scored
based on their Value and COSt LOW VALUE - LOW COST LOW VALUE - HIGH COST
) :

QUICK WIN OPPORTUNITY

HIGH VALUE - LOW COST HIGH VALUE - HIGH COST

TOTAL VALUE

Improvements with higher value and
lower costs are implemented first.

TOTAL COST
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Customer Feedback: ORA

 The Online Retirement Application was really easy to use and the member stated
she preferred to do everything online. She just didn't like that it did not let her
know she hadn't finalized her application.

e Member was sometimes confused by when they would hear back from DRS,
like, how long would it take to process their application?

 Member retired online, and she was surprised that she didn't get confirmations
to keep her informed as her application was processed. She said she would have
liked to see more communication regarding the status of her retirement. She said
she worried about whether or not she'd really get her retirement check.

* Member said there was a misunderstanding about the need for additional
documents when applying for retirement online and this caused some
confusion.

* Member had concerns about the lack of communication while waiting for their
first payment. They felt there was a lack of clarity of the application status “in
process” when they check the website.
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* Steps to Retirement
* Tracker Page
e Periodic Email Notifications
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Steps to Retirement

Making it easy to see your future

- RS Home | Contact Us | Log O
o Re p | a Ce d t h e S WASHINGTON STATE DEPARTMENT OF RETIREMENT SYSTEMS DRS Home | ContactUs | Log OF

o I W a nt TO ’) p a g e Mmemr.‘:m 360-664-7000 | 800-547-6657

Online Account Access

Apply For PERS 2 Retirement

Steps toRetirement |  Planfor Refirement |  ReguestView Estimate | Apply for Retirement

We want to make applying for retirement as easy as possible. Below are some tools to assist you with planning for retirement.

Step 1 Refirement Elgibilty Retirement Eligibility

Welcome Before you can retire you must meet certain eligibility criteria. The eligioility rules for your

system and plan are:

PEE ZSumma + Unreduced benefit at age 65 if you have at least five service credit years; or
Senvice Cred\rtyDetaiI + Reduced benefit at age 55 if you have at least 20 service credit years. There s less
Jonual Statement of a benefit reduction for early retirement if you have 30 or more years of service
Employment History redt
Eﬁp;ﬁ;:;; nézl:‘,;c o Step 2 Plan for Retirement Begin planning for your retirement early. Find out what things you can do to get prepared.

RE"REMENT. Step 3 RequestiView Your Estimate A Retirement Specialist has completed your estimate. You can apply for retirement or you
ﬁteps t':’mR{e"reE"zi”t l tan request an estimate for an alternative refirement scenario.

Apeglﬁar Fggremeﬁta € Step 4 Aply for Refrement Start your refirement application.

OTHER

DRS News

Glossary

IRS Withhalding Calculator

MY DOCUMENTS

MY ACCOUNT
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e Step Timeline

Apply for Retirement

Online Account Access

Welcome

Plan Summary
Service Credit Detail
Annual Statement
Employment History
Benefit Estimator
Purchasing Service

RETIREMENT
Steps to Retirement
RequestView Estimate
Apply for Retirement

OTHER

DRS News

Glossa

IRS Withholding Calculator
MY DOCUMENTS

MY ACCOUNT

Apply For PERS 2 Retirement

Steps to Retirement |

Plan for Retirement |  RequestView Estimate |  Apply for Retirement

Before deciding on your intended retirement scenario, you may want to consider how Cost of Living Adjustments {COLAs) may impact your
ongoing benefit

Compare the options available to you! Try our benefit estimator.

STEP 2 STEP 3 STEP 4 You
Start Retirement Complete and Submit Complete and Submit Are
Application Retirement Application Additional Forms Done!

DRS Calculated Retirement Estimates

Instructions to apply online

1. Use the left and right arrow indicators to see all estmates prepared for you in the last twenty-five (25) months;
2. Locate the Estimate that matches your retirement criteria;
3. Use the green "Start My Application’ button to start your online retirement application.

Estimates Prepared (5 estimates total)

If you have an estimate for a date within 3 months of your actual retirement date, you may not need to request an additional estimate. Select an
estimate below to see if you are eligible to adjust the date.

Estimate ID: 80015322
Prepared On: 07/01/2014

Estimate |D: 80015321
Prepared On: 07/01/2014

Estimate |D: 80015320
Prepared On: 07/01/2014

Retirement Date: 05/01/2017
Separation Date: 0612015
Average Salary: $4,848

03/28/1958

‘ Survivor Birth Date:
Option 1 Estimated Benefit

$3515

Option 2: $2,664
Option 3: $3,033
Option 4: $2,900

No Start Button? [Explain this

Retirement Date: 07/01/2015
Separation Date: 0612015
Average Salary: $4,848
Survivor Birth Date:  03/28/1958

Option 1 Estimated Benefit

$3321

Option 2: $2,517
Option 3: $2,866
Option 4: $2,740

Start My Application

Retirement Date: 07I01/2015
Separation Date: 0612015
Average Salary: 54,848
Survivor Birth Date:  03/28/1958

Option 1 Estimated Benefit

$3515

Option 2: 52,664
Option 3: 53,033
Option 4: 52,900

Start My Application

Requesting an Estimate

Not seeing an estimate that matches your intended retirement scenario? You may be able to choose a retirement date that is within 3 months of
your estimated retirement date. Select an estimate to see the available options. If you need to request an additional estimate you can do so
online

If you are unsure of your retirement date, try our online benefit estimator.

Dissolution of Marriage or Qualified Domestic Partnership
If you need a benefit estimate due to dissolution of marriage or qualified domestic partnership, please confact us.

Retirement Planning
Learn more about retirement planning.
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Tracker Page, Submitted Application

Online Account Access

Apply For PERS 2 Retirement
Steps to Retirement | Plan for Retirement |  View Estimates |  Track My Retirement

e Step Timeline

e Application/Retirement
Timeline

+ Applicaticn has been successfully submitted

PERS 2 ¥ What to do next

Plan Summary
Service Credit Detail
Annual Statement
Employment History
Benefit Estimator
Purchasing Service
RETIREMENT
Steps to Retirement
View Estimates
Track My Refirement

® What you can expect from us

STEP 4 You
Complete and Submit Are
Additional Forms Done!

04/28/2015

We still need

additional

forms/decuments 07101215 0713112015
from you to process Date of

your retirement Retirement

application.

MY DOCUMENTS
MY ACCOUNT

Please see forms
list in tracking
section below.

Retirement Tracker

Retirement Application

[ Print | [ view | [ cancel |
Appilication Defails

Retire Date: 07/01/2015
Submitted Via: Web

Date Submitted: 04/25/2015
Status: Submitted Explain This

In addition to your application please submit the following:

Forms or Documents Still Reguired

Form or Document

Photocopy of Evidence of Birth Date

Photocopy of Evidence of Birth Date for Survivor Beneficiary
Spousal/Domestic Partner Consent

Upload Documents

Date Received Status

Not Received
Not Received
Not Received
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Application Timeline

Apply For PERS 2 Retirement

Steps to Retirement |  Plan for Retirement | View Estimates |  Track My Retirement

? What to do next

PERS 2
Plan Summary ’ What you can expect from us
Service Credit Detail
Annual Statement
Employment History
Benefit Estimator

Purchasing Service e
RETIREMENT Are
Steps to Retirement Done!

View Estimates
Track My Retirement

OTHER

DRS News
Glossary
" 04/28/2015 05/01/2013  05/31/2015
IRS Withholding Calculator Date Date of First
Retirement Retirement Scheduled
MY DOCUMENTS Application Payment
MY ACCOUNT SUBIIIEG

Retirement Tracker
Retirement Application In addition to your application please submit the following:

sPnnt | | View | | Cancel Forms or Documents Still Required
Appiication Details Form or Document Date Received Status
Retire Date: 05/01/2015 Photocopy of Evidence of Birth Date 04/28/2015  Accepted

Submitted Via: Web Photocopy of Evidence of Birth Date for Survivor Beneficiary  04/28/2015 Received (In Review)
Date Submitted: 04/28/2015 SpousaliDomestic Partner Consent Not Received

Status: Submitted Explain This Upload Documents

Washington State Department of Retirement Systems
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Application Timeline, Continued

Online Account Access
Apply For PERS 2 Retirement

Steps to Retirement |  Plan for Retirement |  View Estimates |  Track My Retirement

? What to do next

PERS 2
Plan Summary ¥ What you can expect from us

Service Cradit Detail
Annual Statement
Employment History
Benefit Estimator

Purchasing Service
RETIREMENT
Steps to Retirement

View Estimates
Track My Retirement

OTHER 0428/2015 [MJZ&'Z_C_H 5 050172015 05/3172015
Date All additional Date of First
DRS Mews P01 = o forms/documents Retirement  Scheduled

Clossary Application  |UENERCEEY Payment
IRS Withholding Calculator Submitted received.

MY DOCUMENTS
MY ACCOUNT

Retirement Tracker
Retirement Application In addition to your application please submit the following:

Forms or Documents 56l Required

Application Details Form or Document Date Received Status

Retire Date: 05/01/2015 Photacopy of Evidence of Birth Date 04/28/2015  Accepted
Submitted Via: Web Photocopy of Evidence of Birth Date for Survivor Beneficiary  04/28/2015  Accepted
Date Submitted: 04/28/2015 Spousal/Domestic Partner Consent 04/28/2015 Accepted

Status: Submitted Explain This
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Periodic Email Notifications

Dear

We have received your retirement application, but our records indicate that we still need additional forms or documents for us to complete your benefit
calculation. Please log into your online account, complete and return the forms and/or documents indicated below, without them we may not be able to

process your retirement.

Retirement process status

04/29/2015

We still need

additional

forms/documents

from you to process

your ret? rement gggﬁm 5 21‘5'1 2
cuRica Retirement Scheduled

Payment

Please see forms
list in tracking
section below.

Forms or documents still required
» Spousal/Domestic Partner Consent - Not Received

What to do next

e Ifvon have not alreadw loo intn wvour anline acconnt and nrint a conv of vanr suthmitted annlication for vonr records
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Periodic Email Notifications

Dear

"We have received your retirement application, and our records indicate that we have received all necessary forms and documents. We will begin calculating
your benefit in the month of your retirement.

Retirement process status

04/29/2015
All additional

07/01/2015 07/31/2015
forms/documents Date of . B '
have_ been Retirement Scheduled
received. Payment

What to do next

e If you have not already, log into your online account and print a copy of your submitted application for your records.

e If you have changed your address in your retirement application, and you are actively employed with a DRS covered employer, please notify them so they
can update their records.

e Contact us if you have questions or need assistance.

What you can expect from us
We will:

e Calculate your benefit amount in the month that you retire and mail you an award letter outlining your benefit.
C =1 | £is + £ P ikl £ A H PR | S + I + H P B P 1 + | P =1 £ el 4+l
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Periodic Email Notifications

Dear

We have received your retirement application and our records indicate that we have received all necessary forms and documents. We will begin calculating your benefit this month and will send you an award letter
outlining your henefit calculation once it has been completed.

Retirement process status

04/29/2015

All additional 5 9 [
forms/documents gﬂg £2f01 - E}:;;L’ZOL
have_ been Retirement  Scheduled
received. Payment

What to do next

» Ifyou have not already, log into your online account and print a copy of your submitted application for your records.
» Ifyou have changed your address in your retirement application, and you are actively employed with a DRS covered employer, please notify them so they can update their records.
+ Contact us if you have questions or need assistance.

What you can expect from us
We will:
+ Calculate your benefit amount in the month that you retire and mail you an award letter outlining your henefit.

» Send your benefit payment to your financial institution for direct deposit into your account. Payments are available the last working day of the month. Your first payment may be mailed to your financial institution,
so it could arrive a day or two later.
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Periodic Email Notifications

Dear

You started a retirement application for a 07/01/2015 retirement date. The application has not yet been completed. If you intend to retire on 07/01/2015 please log into your online account, complete the application and
submit any necessary forms and or documents.

Retirement process status

04/29/2015

:;;I’C':;';ﬁ"ggg‘ MR05 0n31R015
Date of First

been started, but Refirement  Scheduled

not submitted.

Payment

After you submit your application

+ Lloginto your online account and print a copy of your submitted application for your records.

» Complete and return the required forms and/or documents identified above and be sure to include your name and SSN.

* Revisit the DRS website before your retirement date to assure we have received the necessary documents..

» Keep in mind if you do not provide the necessary forms/documentation to DRS, it may result in a delay processing your application or possibly result in a temporary suspension of your benefit payments.
» Ifyou have changed your address in your retirement application, and you are actively employed with a DRS covered employer, please natify them so they can update their records.

« Contact us if you have questions or need assistance.

What you can expect from us

We will:

» Calculate your benefit amount in the month that you retire and mail you an award letter outlining your benefit.
» Send your benefit payment to your financial institution for direct deposit into your account. Payments are available the last working day of the month. Your first payment may be mailed to your financial institution,

May 21, 2015 18
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Periodic Email Notifications

Dear’

We have received your retirement application, but our records indicate that we still need additional forms or documents for us to complete your benefit calculation. Please log into your onling account, complete and return the forms andfor documents indicated below, without them we
may not be able to process your retirement.

Retirement process status

0512015 052172015
Date of First
Refirement ~ Scheduled

Payment

Forms or documents still required
+  Spousal/Domestic Partner Consent - Not Received
What to do next
»  [f you have not already, log into your online account and print 2 copy of your submitted application for your records.
» Complete and return the required forms and/or documents identified above and be sure to include your name and SSN.
»  Keepin mind if you do not provide the necessary forms/documentation to DRS, it may result in a delay processing your application or possibly result in a temporary suspension of your benefit payments.
»  If you have changed your address in your retirement application, and you are actively employed with a DRS covered employer, please notify them so they can update their records.
+  Contact us if you have questions or need assistance.
What you can expect from us

We will:

»  Calculate your benefit amount in the month that you retire and mail you an award letter outlining your benefit.
»  Send your benefit payment to your financial institution for direct deposit into your account. Payments are available the last working day of the month. Your first payment may be mailed to your financial institution, so it could arrive a day or two later.
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